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9 Ways to Engage
Your RCM Team

An engaged workforce is often a happy, productive one. But the healthcare industry as

a whole is facing significant challenges. When revenue cycle teams are experiencing

lackluster engagement and rampant turnover, something has to be done.
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Why Healthcare
Leaders Need to Care
About Staff Engagement

Team retention is crucial for virtually every industry, particularly
healthcare operations. Those with experience in revenue cycle
know just how complex workflows get and how much learning
happens directly on the job.

This makes it painful anytime someone leaves, as their
knowledge of EHRs and payer processes walks right out the door
with them.

A loss of experienced employees can result in extensive training
time for new hires and costly mistakes. Even a simple patient
registration error made by an inexperienced staff member can
lead to a chain of edits that cost your organization both time and
money.

Training and mistakes aside, it's also expensive to replace
experienced employees.

60%) $ 6K 5%

Healthcare operations

is very mission-driven,

like other aspects of
healthcare. But, you often
hear members of revenue
cycle say, T'm not a
clinician, but..! While RCM
may not be clinicical work,
it's vital to healthcare as

a whole. It's important to
drive engagement within
your workforce and remind
your team that their work
is mission-critical, and
ultimately tied to the
success of the healthcare
organization and the
health of the patients.”

Fortunately,
there's hope for
organizations looking
to drive engagement
in the revenue cycle
and create an
environment that thrives.
First, it's essential to

fully understand the role
engagement plays.

It takes time and effort to build a talented revenue cycle team. And it takes even more time
to build a team that knows your organization. Many of your systems and workflows are likely unique, your
denials processes are nuanced, and fringe cases require firsthand experience to fully understand.

Members of your team might know how to do their job very well, but, if neglected, they can become disengaged and
eventually leave. Disengaged workers are less productive and prone to leaving, costing companies roughly $550 billion
annually.

Not only does employee churn cost you financially, you also lose all the unique knowledge your employee gained while
working for you and for previous organizations. A new hire might have healthcare operations experience, but they won't know
how to work in your EHR and various workflows as well as the disengaged, seasoned employee that left.

With healthcare being one of the hardest hit industries
during the Great Resignation, you can't afford
disengagement. The cost of ignoring engagement can

be catastrophic to your team and your metrics.

OF HOSPITALS AND COST OF OF HEALTHCARE
HEALTH SYSTEMS REPLACING FINANCE LEADERS
HAVE 100+ A SENIOR-LEVEL NEED TO HIRE 20+
OPEN ROLES REVENUE CYCLE ROLE REVENUE CYCLE STAFF

Source: AKASA

On the other hand, an engaged team is often a productive, happy team.

In fact, engaged employees are often more productive and profitable and more likely to stay with your team. This allows you

Yet, despite the crucial importance of staff retention, employee

he board i — and your staff to focus on delivering the best patient experience — rather than constantly training replacement hires on how
engagement across the board is a meager 36%.

to work within your systems.

That means it's likely that 64% of your team (or morel) is
disengaged. Disengaged workers aren't invested in what they're
doing, and likely do the bare minimum when it comes to work
queues. Disengagement also makes it easier to leave a job. After at AKASA
all, why stick with a job you don't believe in?

AMY RAYMOND
VP of Revenue Cycle Operations

In short: An investment in engagement is an investment in a happier, more productive, more sustainable RCM team.
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https://www.gallup.com/workplace/352949/employee-engagement-holds-steady-first-half-2021.aspx
https://www.prnewswire.com/news-releases/empowered-to-be-engaged-new-report-unpacks-the-role-of-rank-and-file-workers-in-bolstering-employee-engagement-300416969.html
https://www.healthleadersmedia.com/clinical-care/cmo-exchange-health-systems-and-hospitals-grappling-workforce-shortages
https://www.gallup.com/workplace/231602/right-culture-not-employee-satisfaction.aspx
https://cdn2.hubspot.net/hubfs/14029/pdf/Divvy-Enterprise-Engagement.pdf?t=1501228149013

How to Improve
RCM Staff Engagement

Hiring great talent is only the first part of building a successful healthcare operations team.
Now, it's time to take the necessary steps to drive engagement in your team.

Here’s some actionable advice for improving engagement in your organization.
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01 | Ground performance expectations in reality

Even the most experienced employees need realistic performance
expectations. Expectations act as a guiding light for your team,
giving them something all training and efforts should build

i #1: Ground i i #2:Builda i i #3:Create : . . ,
: : : . : : . L. : oward. Yet, half of employees are unsure of their employer’s
: performance | remote-friendly: iongoing training: expectations.

i expectations i workplace i that supports

The revenue cycle moves quickly, leaving little room for error. While
training provides a solid foundation for many new hires, much of
RCM knowledge comes from actual on-the-job experience. This
means your new hires will sometimes drop the ball, and likely work
through queues slower than someone with years of experience.

L in reality :  iyourteam
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Realistic expectations give new hires achievable goals and prevent

New Productivity
demotivation through failure to hit unrealistic metrics. Benchmarks for

the Healthcare

i #4: Cross- i #5: Help your i #6: Provide a Revenue Cycle
train your team work at clear growth Simi!arly, rea]istic expectation§ also give your seasoned employees
: . : a solid baseline of what constitutes “good” vs. “great” performance.
team the top of their : path ° If you're stating claim edits should take four minutes when they
skill set ° : : L AP R really take seven, you're setting your entire team up for failure.
L B g L o
°, ®, © . ] R However, realistic expectations reguwe accurate benchmt‘:\rks, . L
o, 'o ., . % . and those aren't easy to come by in the revenue cycle. This is why Claim vour productivity
e . . Ya Y. e . ‘. AKASA created thg Worklogger™ tool, our proprietary screen benchmc:rk report,
e %, % 0o * o recording and logging software that remotely observes how . .
. ."' . : ° .' .. ° ¢ PY .. ] clients' teams complete tasks. The end result is visibility into staff featurlng accurate time-
grmmmmmm——_—_—— e e e """""" e, %, o o o 0 e Lo rocesses, rapidly understanding workflows, and providing the =
#7: Provide #8: Create an #9: Support & e’ : o.:..o..c .. :)undationallijat); to power AKAiA’s automation. i ° perl tGSklgcétcftbasel? Zn
i incremental : | environment | {yourRCM et ° real-worla data pulle
: recognition i oftrustand i iteam with * with the Workl.og.ger
: itransparency | iautomation tool, to set redlistic

expectations for your
team today.
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https://news.gallup.com/businessjournal/195803/employees-really-know-expected.aspx
https://akasa.com/resources/time-per-task/
https://akasa.com/resources/time-per-task/

Create ongoing training that

02 , Build a remote-friendly workplace
supports your team

-~
Revenue cycle operations is historically an in-office function. Despite this, 39% of workers are willing to leave their job for one Quality training can make or break any employment experience, especially in the 2
that allows remote work. On top of this, healthcare operations is now competing with the likes of Amazon, fast food, and retail complex world of revenue cycle management. Even the simplest of mistakes in r:n
when it comes to pay — a competition often lost. patient access can lead to issues that persist all the way to billing. - Q
There’s a common a
Unlike those competitors, however, revenue cycle management is in a position to offer largely-remote roles, which is an When you deliver quality training, you're not only setting your team up for issue in the :
excellent.draw forem ployeies prioritizing flexibility. Th!s |s.espe0|ally true for fu nc.tlor.ws like codln‘g, wh|ch are easily done from success, you're also showing them you care. revenue CYC].e Of g
home using HIPAA-compliant software and communication tools. (And by no coincidence, coding is the most frequent job to . R h b k . =
go remote in healthcare operations) You're also improving engagement. passing the buck. o
A registration -
Simpl t: Yo d t t t kpl If th t of le leaving fi te job isn't h 1ssue arises ;'
imply put: You need to create a remote workplace. e prospect of people leaving for a remote job isn't enoug OF EMPLOYEES i
motivation, remote workplaces bring other benefits: CII'ld someone 3
thinks, ‘This is
01 BUILDS TRUST: 02 EXPANDS HIRING POOL: AL ) LS LA AL ] '-t t1
' ' IMPACT ON ENGAGEMENT cregls ﬁahlond
c 5 8
A remote workspace shows you trust your With engagement low and churn high, you ON ACCOUNT OF TRAINING LBl I and 1t .
team while allowing them to work more need the largest talent pool possible. By Source: AXONIEY to pC[tleIlt access.
comfortably from any location. Nobody opening yourself up to remote work, you're Some Systems are
likes being micromanaged, and nothin creating a nationwide talent pool that allows .
o anaged ¢ ° ° e P ‘ set up in a way
shows confidence like allowing your team you to find as many qualified people as possible,
to work comfortably from home, without and compete with physical competitors offering Begin your training overhaul by digitizing as much of your training as possible to where peOple have
maximum oversight. higher wages. This is especially beneficial if you're support a remote workspace and make it easier to update outdated materials. to pCISS thlngs,
operating out of a more rural location with limited (It's a lot easier to update a digital learning piece than run dozens of new-printed 3 . b
peraTing ot © N ital training : e training, which fwo-out.of- and it's inefhicient.
candidates available. andbooks.) Digital training is also suited for self-led training, which two-out-of:

three employees prefer. In other cases,
passing the buck is
indicative of poor

Create an internal wiki that your team can add to as they find new or better
ways to do something. This knowledge base allows new hires to pull knowledge

To make a remote environment a quickly from tenured employees, and prevents institutional knowledge from engc[gement and a
reality, get the right tools in place walking out the door when someone leaves. need fOI tIC[lIllIlg

to support a remote team. Loop 0. o
in your most tenured revenue With much of the learning process coming from first-hand experience in the CIOSS 'tICIlI'llI'lg'
cycle specialists, as well. This is a revenue cycle, this gives your new hires a chance to create material based on can prevent this
great chance for them to train new their experiences and help future hires have a smoother onboarding. pC[SSil’lg

hires, support those who need

it, and help you focus more on CIIOU.I'].C]., CII'ld he]'p
building a strong foundation for people feel

a remote team. O4 , Cross-train your team engaged

and empowered.

Also, if you have reservations about
building a remote revenue cycle

K Many organizations assign tasks to staff by payer. While this may make
team, here’'s some expert advice

to hel sense at first, it limits your team’s ability to cover one another in the event of AMY RAYMOND
o help. . . . .
vacation, sick days, or employees leaving. It also keeps people from learning
other areas and makes it far more likely people will burn out in their limited VP of Revenue Cycle
roles. This is where cross-training comes in. Operations at AKASA

Rotate your teams, with each person handling a different work queue

every week. This gives everyone an opportunity to learn unique payers and

) processes, allowing for natural skill-building. This also creates a more engaging
* -"".:’n. environment, as people aren’'t doing the same things week after week. And in
the event of employee churn or time off, you have a team capable of covering
their work.



https://www.bloomberg.com/news/articles/2021-06-01/return-to-office-employees-are-quitting-instead-of-giving-up-work-from-home
https://www.mgma.com/data/data-stories/as-practices-turn-to-remote-and-hybrid-work-models
https://recruitment.com/tools/remote-working-tools
https://axonify.com/news/axonify-finds-no-improvement-corporate-training-second-annual-state-workplace-training-study/

Help your team
O5 . work at the top of
their skill set

It's unlikely people on your team want to stay in their
current position forever. Ochsner Healthcare System

conducted an internal survey and found most of its
revenue cycle specialists wanted non-patient-facing
roles with opportunities for upward mobility.

Most people want to learn new skills — those actively
engaged in learning are 23% more likely to take on
more tasks and responsibilities.

By giving your team the opportunity to learn new skills
— like moving from claim status to denials — and work
at the top of their skill set, you're helping your people
build a better future for themselves and building a
stronger foundation for your department. You're also
increasing the chances your people stay.

Remember the survey mentioned before? Most revenue
cycle specialists want upward mobility.

Leverage your new digital learning hubs and offer
frequent self-led learning opportunities for your team,
keeping them in the loop regarding new requirements
and processes, teaching them about the latest tools or
technigues and beyond.

Everyone learns differently — some preferring to read,
others to listen, others to visualize, and some a mixture.
Create as many training types as possible to ensure
you're hitting every learning style. Create online courses
that incorporate animation, audio, and interactive
elements.

Level-up Your Team

06 Provide a clear
growth path
As you give your team opportunities to work at the top

of their skill set and learn, it's important they also have a
clear growth path.

Remember: Some employees want to move up and
change positions. Showing these employees that
all their hard work, training, and learning results in
tangible growth will go a long way to keeping your
team engaged.

Create self-led trainings on new requirements and processes

Use multiple mediums: reading, listening, interactivity

Take advantage of online course builders

Promote trainings in intranet or via email

Collect training feedback from your team

Map out goals and training for employees wanting to
move from one level to the next. When they accomplish
those goals, make the promotion or role change a reality.
This encourages others to show up every day, and lets your
team know their time and efforts are appreciated.

“ Some people have been in the

same seat in the revenue cycle
for 30 years, and that’s perfect
for them. Others want to move
up. Providing a clear growth
path and rewarding those who
excel with promotions along
that path signals to your
team that their efforts are
noticed. And, this builds trust,
which goes a long way toward
engagement.

OF EMPLOYEES

ARE LOOKING FOR
A NEW JOB THAT
OFFERS CAREER
GROWTH

Source: LATTICE

AMY RAYMOND

VP of Revenue Cycle
Operations at AKASA

VISIT AKASA.COM
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https://www.reliasmedia.com/articles/148157-not-all-revenue-cycle-employees-want-a-job-that-is-patient-facing
https://www.linkedin.com/pulse/want-happy-work-spend-time-learning-josh-bersin/
https://lattice.com/library/top-findings-from-lattices-career-progression-survey

o8 Create an environment of trust

07 , Provide incremental recognition
and transparency

It's one thing to talk about openness in the workplace. In reality, you
need to build a workplace of trust and transparency, where your team is
in the loop and knows what to expect.

It's easy to focus on growth and exceeding expectations, which are both areas to celebrate and recognize. But revenue cycle
operations is fast-paced and high-stress as it is. The last thing you want is a team that feels they have to over-deliver all the
time. This kind of environment will only burn your team out faster and lead to disengagement.

Trust your team to do their jobs. If someone’s doing great work, give
them more flexibility and freedom to work without as much oversight.

As your team learns and grows, and even as they do what's expected in their current position or embodies a company value,
give them recognition. Whether someone’s new or a seasoned healthcare ops veteran, praise their hard work and dedication

10

to delivering clean claims or a great patient experience.

For those learning a new skill, recognize the growth and

encourage them through any mistakes. Did someone hit a new
personal milestone for denials worked? Receive nice feedback

from a patient with a complex bill? Celebrate it!

Lastly, praise those who embody company values. At the end
of the day, healthcare operations exists to keep health systems
functioning and deliver the best patient experience possible —

two missions worth remembering at all times.

“Much of an employee’s
satisfaction comes from how
well they think they're doing,
not just how well they're
actually doing. Oftentimes,
after I give my team a shoutout
during an all-hands call, I get
numerous individual messages
thanking me for knowing how
hard they're all working. As

a revenue cycle leader, it's so
easy to overlook that your team
might not even be aware you
know how hard they’re working.
Acknowledgment of that hard
work, and reminders of the
importance of their efforts on a
team and individual level, go a
long way.”

AMY RAYMOND

VP of Revenue Cycle
Operations at AKASA

This gives them freedom and confidence in their abilities, and also gives
you more time to help those actually in need of help.

As part of building trust, give your revenue cycle team ownership if

Celebrate victories
big and small

something goes wrong. Oftentimes when issues are found, they're
routed to the appropriate department (including management).
Management then looks into the issue even further in hopes of resolving
the issue and putting in a permanent fix. Giving the revenue cycle

rep the opportunity to resolve this matter successfully empowers that
individual. That helps build trust while simultaneously helping your team
learn new skills along the way.

& Recognize when someone
completes a new training

OF WORKERS

WANT TRANSPARENCY
FROM THEIR
COMPANY

Allow your top-performers to explore areas of interest and grow, rather

@/ Celebrate when a certain
number of claims are
cleared

than keep them stagnant. Your top performers have clearly mastered
the basics. Now let them thrive in other areas. Give others help if
needed and reward them with that same flexibility and trust that
top-performers enjoy.

Source: SLACK: FUTURE OF WORK

& Praise those who exhibit
departmental or company

values ’4 09
& Recognize if someone

simply helped another
teammate

Support your RCM team with automation

Time is precious, especially when you're trying to improve training, build a transparent workplace, and essentially
improve your operations as a whole. Fortunately, automation can create capacity and give you that time — and more.

Automation allows for the removal of grunt work and various box-checking, mundane tasks throughout the revenue
cycle. This comes with several perks and opens the door to humerous benefits for your team:

- Automation helps improve employee engagement, satisfaction, and
retention by re-adjusting workload and reducing burnout.

- The time saved using automation allows you to focus on training and help
your team work at the top of their skill set.

- Automating the busy work frees up your team to focus on becoming
patient advocates and growing their abilities, giving them the upward
mobility they want.

With an automation strategy that comprehensively addresses complex
and repetitive processes, people can shift their focus to more strategic

and meaningful work. The right automation strategy should elevate and
empower staff across the organization so people can do what they love and
healthcare providers can allocate resources where they matter most.

. ® AKASA can help you achieve this.

@
°q VISIT AKASA.COM
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https://www.reliasmedia.com/articles/148157-not-all-revenue-cycle-employees-want-a-job-that-is-patient-facing
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https://slack.com/blog/transformation/trust-tools-and-teamwork-what-workers-want

Driving Engagement With AKASA

AKASA delivers
comprehensive automation
for complex workflows.

Our technology is purpose-
built for revenue cycle.
Using Al, ML, and our RCM
experts, we offer seamlessly
integrated products that
provide efficiency, accuracy,
and resiliency. With AKASA,
you can improve revenue
outcomes, achieve greater
efficiency, and elevate your
people.

And build the revenue
cycle of the future.

Step into the future
of healthcare

In the revenue cycle, we often hear
and say, ‘I'm not a doctor, but..! We
may not work with patients in the
same way as doctors, physicians,
and specialists, but we're all working
toward the common goal of caring
for our community. Engagement

is crucial to meeting this goal,

and hitting any organizational or
departmental targets as well. Take
your mission statement and value
pillars and translate that to the
work your team is doing, and you'll
have a team that understands why
they're showing up every day —
THAT is engagement.

AMY RAYMOND
VP of Revenue Cycle
Operations at AKASA

Want to learn
more about AKASA

or request a demo?

Email us at:

INFO@AKASA.COM



https://akasa.com/request-a-demo/
mailto:?subject=

